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EXECUTIVE SUMMARY 
 
 

DVR Strategic and Operational Plan 
 
The Division of Vocational Rehabilitation (DVR) is a dynamic and responsive 
organization that provides employment services to individuals with disabilities.  DVR is 
one of six divisions/offices within the Health and Rehabilitative Services Administration 
(HRSA) in the Department of Social and Health Services (DSHS).  
 
The Federal Rehabilitation Act Amendments of 1998 tell us  “…disability is a natural 
part of the human experience and in no way diminishes the right of individuals to – live 
independently, enjoy self-determination, make choices, contribute to society, pursue 
meaningful careers, and enjoy full inclusion in the mainstream of American society.” 
 
Over the past decade many positive changes have occurred in disability-related social 
policy, including significant changes in vocational rehabilitation.  Policy has evolved 
from attitudes of paternalism and care giving to beliefs that individuals with disabilities 
can exercise self-determination and achieve full integration in the mainstream of 
society.   
 
When the vocational rehabilitation process is utilized most effectively, individuals with 
disabilities choose the services they receive, obtain a job that fits a career path of their 
choice and make a living wage.  Employment increases self-sufficiency and reduces or 
eliminates dependence on government assistance.  
 
DVR’s Strategic Plan serves to communicate with both external stakeholders and 
internal audiences about policy direction, what will be done to achieve our stated 
mission, and how strategic goals will be met. 
 
 
 

 
 
 
 
 
 
 
 
 

 
 
 

VISION 
 

DVR envisions a world in which individuals with disabilities 
who want to work are employed, self-sufficient and have 
careers that lead to personal fulfillment. 

 
MISSION 

 
The mission of the Division of Vocational Rehabilitation is 
to enable individuals with disabilities to obtain and keep 
employment. 
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Where Are We Going? 
 
DVR is creating the foundation for participants (clients) to control their own rehabilitation 
and strengthening its customer focus by facilitating participant control at every step of 
the vocational rehabilitation process.   By continually improving services that provide 
information and access, DVR provides an environment where participants can make 
informed choices with increased authority and self-determination.  DVR is committed to 
continual staff development through professional education and training that supports 
participant control and addresses the specialized needs of individuals with disabilities. 
 
 

What Challenges Do We Face? 
 
Order of Selection 
 
By law, when DVR cannot serve everyone who is eligible and applies for services 
because of a lack of staff or funding resources, it must implement a process to ensure 
that those with the most significant disabilities are selected for services first.  This 
process, which requires that those with the most significant disabilities are served in the 
order in which they apply, is called “Order of Selection.” 
 
During FY 2001, DVR found that it could no longer serve everyone who is eligible and 
applies for services.  On November 6, 2000, the division invoked the Order of Selection 
process.  DVR expects to remain in order of selection for the foreseeable future. 
 
Staffing 
 
DVR had significant FTE reductions in 1993-95 and staffing levels have changed little 
since.  Compounding the reduced staffing levels are changes in the federal law, which 
require an increased level of vocational rehabilitation counselor (VRC) education, 
training and certification.  Approximately 40% of staff in the field must attend school to 
meet the new standards.  This group includes VRCs, VR Supervisors, Business 
Relations Consultants and Assistant Regional Administrators.  It is expected that 
bringing all staff to the required level will take multiple years, reducing our service 
delivery levels in the short-term. 
 
In addition, approximately 38% of our managers and 20% of our VR supervisors will be 
eligible for retirement over the next few years.  Keeping pace with the growing need for 
qualified candidates to compete for these positions as they become available is a high 
priority.  
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Integration into the workforce investment service delivery system 
 
As a part of the new federal Workforce Investment Act (WIA), DVR is partnering with a 
variety of entities that provide employment services and training designed to help 
people find work.  This new service delivery system, WorkSource, creates opportunities 
for DVR to help more individuals with disabilities achieve their career goals and, at the 
same time, meet employer needs for skilled workers.  DVR is committed to an active, 
collaborative and integrated role within the WorkSource service delivery system. 
 
Expanding Partnerships 
 
Government agencies are increasingly required to deliver more services with fewer 
dollars, resulting in flat or reduced funding in spite of a growing need for services.  This 
has given impetus to a rising interest in expanding public/private partnerships in the 
operations of public vocational rehabilitation agencies.  Public vocational rehabilitation 
programs across the country are being challenged to expand these partnerships or 
purchase more services through outside service providers. 

 

Getting There 
 
DVR has developed a two-year operational plan that is intended to make incremental 
progress toward the strategic goals.  The operational plan was developed with 
extensive input from staff, stakeholders, and participants.  The operational plan begins 
on page 20.  Each year DVR will review the strategic and operational plans and 
evaluate the relevancy and effectiveness of the plans in assisting individuals with 
disabilities to obtain and keep employment. 
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What Are Our Strategic Goals? 
 

DVR has developed the following strategic goals and strategies to fulfill the division’s 
mission and meet the challenges we face. 

 

Goal 1: Provide vocational rehabilitation (VR) services that result in employment, 
which promotes self-sufficiency and self-determination for individuals with disabilities. 
 
 Strategies: 
 

1-1 Facilitate participants’ control of their own vocational rehabilitation. 
 
1-2 Serve diverse populations of individuals with disabilities. 
 
1-3 Provide effective services that result in reduced dependency on public 

dollars. 
 
1-4 Develop DVR as the preferred provider of vocational rehabilitation services to 

individuals with disabilities. 
 
1-5 Incorporate technology as an integral part of service delivery. 
 
1-6 Support a continuous learning environment so that staff are qualified to work 

within a changing and complex service delivery environment. 
 
1-7 Provide support and leadership within the disability community to help unify 

advocacy around employment issues. 
 
1-8 Integrate Continuous Quality Improvement (CQI) principles to improve DVR 

and its services. 
 
Goal 2: Provide leadership within the Workforce Investment service delivery system 
to ensure that all individuals with disabilities can use the system to achieve employment 
and career goals. 
 
 Strategies: 
 

2-1 Develop DVR’s role, including advocacy, as an active, collaborative 
integrated partner in the Workforce Investment service delivery system.  

 
2-2 Provide information and technical assistance to the WorkSource partners to 

help them deliver services to meet the needs of individuals with disabilities. 
 
2-3 Educate and encourage individuals with disabilities to access the 

WorkSource service delivery system at whatever point they choose. 
 
2-4 Integrate Continuous Quality Improvement (CQI) principles to improve DVR 

and its services. 
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What Are Our Operational Goals? 
 
DVR has developed the following operational goals and strategies to make incremental 
progress toward the strategic goals and fulfill the division’s mission. 
 
Goal 1: Employ qualified professionals at all levels. 
 
 Strategies: 

 
1-1 Retain and recruit qualified professionals at all levels and develop staff 

skills necessary to achieve DVR’s current and future goals. 
1-2 Enhance and maintain staff knowledge and skills in performing vocational 

assessments. 
1-3 Enhance VR counseling staff skills in serving individuals with the most 

significant disabilities. 
 

Goal 2: Promote self-determination of DVR participants by expanding opportunities 
for individuals to make meaningful choices throughout the rehabilitation process. 
 
 Strategies: 

 
2-1 Develop and publish guidelines and expectations relating to informed 

choice to DVR staff, participants, and community partners. 
2-2 Identify and address systemic/infrastructure issues to continually improve 

opportunities for participants to exercise informed choice throughout the 
VR process. 

 
Goal 3: Build cooperative, collaborative relationships with programs and community 
organizations that enhance or support VR services. 
 
 Strategies: 

 
3-1 Establish, maintain, or enhance relationships with those agencies offering 

services that enable individuals to benefit from VR services and achieve 
employment. 

 
Goal 4: Educate the public, DVR staff, stakeholders, and community partners about 
DVR’s mission, purpose and role in the rehabilitation and employment service delivery 
system. 
 
 Strategies: 

 
4-1 Clearly articulate the role of DVR within various environments, such as 

order of selection and the workforce system. 
 



 

Executive Summary Page vi 2002-2007 
 7/2001 

Goal 5: Assist the Workforce system to increase capacity to effectively meet the 
needs of individuals with disabilities. 
 
 Strategies: 

 
5-1 Provide technical assistance and support to partners in the Workforce 

system to improve services to individuals with disabilities. 
5-2 Develop and provide information to DVR applicants and potential 

applicants about services and resources available through the Workforce 
system and how to access those services. 

 
Goal 6: Improve the technology infrastructure to assist staff in providing efficient 
services that meet participant needs. 
 
 Strategies: 

 
6-1 Update and improve the technology infrastructure. 
6-2 Redesign STARS to improve and support service provision. 
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STRATEGIC PLAN INTRODUCTION 
 
 

Who We Are 
 
The Division of Vocational Rehabilitation (DVR) is a dynamic and responsive 
organization that provides employment services to individuals with disabilities.  DVR is 
one of six divisions/offices within the Health and Rehabilitative Services Administration 
(HRSA) in the Department of Social and Health Services (DSHS). (See Appendix A) 
Many DVR participants also receive services from other divisions and administrations 
within DSHS.   
 
As an integral part of DSHS and HRSA, DVR is responsible for obtaining results that 
support the mission, strategic themes and Goals of DSHS presented in the DSHS 
Balanced ScoreCard.  (See Appendix B) 
 

What We Do 
 
DVR assists thousands of individuals with disabilities to go to work and become part of 
the economic and social mainstream.  The division has long demonstrated success in 
providing vocational rehabilitation services to our participants.  This strategic plan builds 
on past success and lays the foundation for DVR to expand on its success in the future. 
The 1998 amendments to the Rehabilitation Act and its placement within the Workforce 
Investment Act create new challenges and opportunities for DVR and its participants.  
By meeting these challenges and developing these opportunities, even more individuals 
with disabilities will achieve their employment goals and economic independence. 
 
 

The Legal Framework 
 
Statutory Authority 
 
United States Code at 29 USC 701 et al. Seq.: Public Law 102-569:  The Washington 
Division of Vocational Rehabilitation is the Designated State Unit (DSU) to receive 
federal funds under the Rehabilitation Act of 1973, as amended.  The law and its 
amendments specify the way in which funds will be used for the vocational rehabilitation 
of eligible individuals with disabilities. 
 
RCW 74.29:  Operation of the Division of Vocational Rehabilitation is addressed in the 
Revised Code of Washington (RCW) 74.29.  The purposes as stated in the RCW are:  
(1) to rehabilitate individuals with disabilities who have a barrier to employment so that 
they may prepare for and engage in gainful occupation; (2) to provide persons with 
physical, mental, or sensory disabilities with a program of services which will result in 
greater opportunities for them to enter more fully into life in the community; (3) to 
promote activities which will assist individuals with disabilities to become self-sufficient 
and self-supporting; and (4) to encourage and develop community rehabilitation 
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programs, job support services, and other resources needed by individuals with 
disabilities. 
 
Workforce Investment Act of 1998 
 
On August 7, 1998, President Clinton signed into law the Rehabilitation Act 
Amendments of 1998 as part of the Workforce Investment Act.  The Workforce 
Investment Act of 1998 (WIA) provides the framework for a unique national workforce 
preparation and employment system designed to meet both the needs of the nation’s 
businesses and the needs of job seekers, including those who want to further their 
careers.   
 
The intent of WIA is to: 
 

♦ Streamline services in a one-stop environment that gives all jobseekers a “no 
wrong door” entry to services. 

♦ Empower job seekers to choose training through the use of vouchers and a 
“consumer report” containing performance information on training providers. 

♦ Provide universal access to the workforce development system. 
♦ Strengthen accountability through strict performance measures including 

placement rates and earnings and retention, using a system of continuous 
improvement. 

♦ Ensure a strong leadership role for business through business-led boards with 
real authority to plan, oversee and change the workforce system at the state and 
local levels. 

 
The following are programs authorized under WIA: 
 

Wagner Peyser Act, 
Adult Education/Literacy, 
Vocational Rehabilitation Act, 
Title V of the Older Americans Act, 
Post-secondary vocational education under the Perkins Act, 
Trade Adjustment Assistance, 
Veteran’s employment services, 
Welfare-to-work grants, 
Unemployment Compensation, 
Community Service Block Grants, and 
Employment and training activities carried out by the 
Department of Housing and Urban Development 

 
The Rehabilitation Act, as amended in 1998, reinforces the belief that every individual 
has the right to participate fully in the economic, social, cultural, and educational 
mainstream of America.  In the 1998 amendments to the Act1, Congress found:  

 
(1) millions of Americans have one or more physical or mental disabilities and the 

number of Americans with such disabilities is increasing; 
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(2) individuals with disabilities constitute one of the most disadvantaged groups in 

society; 
 
(3) disability is a natural part of the human experience and in no way diminishes 

the rights of individuals to - 
 

♦ live independently; 
♦ enjoy self-determination; 
♦ make choices; 
♦ contribute to society; 
♦ pursue meaningful careers; and 
♦ enjoy full inclusion and integration in the economic, political, social, cultural, 

and educational mainstream of American society. 
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THE EXTERNAL ENVIRONMENT 
 
 

State Agencies 
 
Public Demand for Accountability:  There is an increasing public demand for financial 
effectiveness and accountability in government and its supporting agencies.  In addition, 
people with disabilities and their advocates ask why unemployment rates are still so 
high for people with disabilities. 
 
Legislative Mandates:  The Workforce Investment Act, the reauthorization of the 
Rehabilitation Act, Social Security reform, welfare reform, and healthcare reform are 
significant pressures affecting the resources available and how state agencies provide 
VR services. 
 
The VR Challenge:  Reorganization within states is occurring across the country in 
response to new federal mandates and public concern.  DVR must be prepared to 
strengthen the services it provides through its integration into the Workforce Investment 
service delivery system. 
 

Individuals With Disabilities 
 
Demographics and Perceptions:  Individuals with disabilities still face gaps in securing 
jobs, education and accessible transportation.  A national survey on participation and 
attitudes of people with disabilities by the National Organization on Disability reveals 
statistics that demonstrate the following trends2: 
 

a) There are significant employment gaps between workers with disabilities and 
workers without disabilities. 
 

b) There is an increasing perception by people with disabilities that their disability is 
limiting their opportunities for employment.   
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These trends are demonstrated by the following statistics: 
 

�� Only 29% of people with disabilities of working age work full- or part-time 
compared to 79% of people without disabilities.3 
 

�� Two thirds of people with disabilities describe themselves as very or somewhat 
severely disabled, compared to just over half in 1986.4 

 
�� The proportion of working-age adults with disabilities who are employed has 

actually declined since 1986. 
  

�� 43% of adults with disabilities describe themselves as completely unable to work 
because of their disability or health problem, up from 30% in 1986 and 35% in 
1994. 
  

�� 66% say they need help from another person in order to participate in work, 
school, housework or other activities, compared to 58% in 1994.  
 

�� 84% of adults with disabilities actually get the help they need; however this 
means that one in six do not.  
 

Lack of Equal Opportunity:  Lack of opportunity finds its basis in the perceptions of 
people with disabilities and the general public.  There is little quantitative data to 
suggest that lack of opportunity actually exists, however perceptions create prejudices 
that can and do influence employment outcomes for people with disabilities.  Access to 
education, fulfillment in employment, and the experiences of people with disabilities 
reveal important factors to consider in vocational rehabilitation.5 
 

�� One in five (or 20%) adults with disabilities have not completed high school 
compared to 9% of adults without disabilities. 
 

�� Among adults with disabilities who work full-time, fewer than half say their work 
requires them to use their full talents or abilities. 
 

�� 67% feel their disability has prevented them from reaching their full potential. 
 

�� Two thirds of adults with disabilities say their disability has prevented or made it 
more difficult for them to get the kind of job they would like to have. 
 

�� Only 45% of adults with disabilities say that people generally treat them as an 
equal after finding out they have a disability. 
 

�� Common experiences lead 52% of people with disabilities to feel a strong sense 
of identity with others that have a disability. 
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The Reality of Poverty:  Data from the above referenced survey support the commonly-
held belief that people with disabilities suffer from the effects of poverty 
disproportionately to their non-disabled counterparts as demonstrated by the fact that:6 
 

�� While 72% of disabled adults not working say they would prefer to work, the 
reality is that even if they were employed their employment opportunities are 
often limited to low-wage, entry-level positions. 
 

��  “Not having enough money” is considered a problem to 68% of people with 
disabilities.  
 

�� In addition, adults with disabilities, working full-time, are more likely today than in 
1994 to say that one of the barriers they’ve faced in trying to find a job is that the 
jobs they could get don’t pay enough. 
 

�� A third of adults with disabilities live in households with a total income of $15,000 
or less compared to 12% of people without disabilities. 
 

�� Median monthly earnings for men with disabilities are $1,000 less than for men 
without disability, and nearly $500 less for women with disabilities compared to 
women without.  

 

Employers 
 
Marketplace Conditions:  Low unemployment rates and a general labor shortage create 
the potential for large numbers of individuals to seek and obtain competitive 
employment. 
 
Employers’ Needs:  Work-ready skills, such as reading, punctuality and customer focus, 
are the skills employers report missing in most applicants.  Workers who fit these skills 
and who can adapt easily and learn new things will be more marketable in a changing 
workplace. 
 

Major Partners 
 
DVR has identified a number of partners at both the statewide and local levels.  
These partners include government and private entities. 
 
At the local level, DVR Regions have entered into partnership with Workforce 
Investment Boards with Memorandums of Understanding in each service delivery area 
across the state.  At the statewide level, DVR is working closely with the Workforce 
Training and Education Coordinating Board to provide input and leadership around 
employment for individuals with disabilities. 
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The division also partners with local school districts to serve students with disabilities in 
transitioning from school to work.  In addition, DVR continues to work with partners such 
as County Developmental Disabilities Programs and Mental Health Regional Support 
Networks to enhance services to joint participants. 
 
At the statewide level, DVR works closely with both the State Rehabilitation Council and 
the State Independent Living Council. 
 
In May of 2000, the division entered into an Interagency Agreement with Washington 
State Public Institutions of Higher Education.  This agreement includes six 
baccalaureate institutions and 36 community and technical colleges. 
 
DVR also partners with VR Service Providers, which provide services to individuals with 
disabilities that enable them to become employed. 
 

Benefits to Washington State 
 
Public VR makes financial sense and helps individuals with disabilities become self-
sufficient.  Public vocational rehabilitation programs helped 225,000 individuals 
nationwide enter the work force last year.  In doing so, these individuals increased their 
ability to buy goods and services, and to invest or save the money they earn.  
 
Ultimately, VR program services and outcomes greatly reduce dependence on 
government assistance ---saving taxpayers millions of dollars.  For example, between 
July 1997 - June 1998, individuals with disabilities in Washington reported an annual 
decrease of $6.9 million in public support and at the same time, reported an increase in 
earnings of $16.9 million7.  DVR’s continued success will result in even greater savings 
in public support, and at the same time will increase the economic viability of 
Washington individuals with disabilities.   
 

Challenges We Face 
 
Order of Selection 
 
By law, when DVR cannot serve everyone who is eligible and applies for services 
because of a lack of staff or funding resources, it must implement a process to ensure 
that those with the most significant disabilities are selected for services first.  This 
process, which requires that those with the most significant disabilities are served in the 
order in which they apply, is called “Order of Selection.” 
 
During FY 2001, DVR found that it could no longer serve everyone who is eligible and 
applies for services.  On November 6, 2000, the division invoked the Order of Selection 
process.  DVR expects to remain in order of selection for the foreseeable future. 
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Factors impacting the decision to invoke an order of selection include: 
 
Increase in number of potential applicants.  The numbers of Washington State’s 
working-age individuals with disabilities has been growing at a higher rate than the 
working-age population as a whole.  Between 1995 and 2000, the working-age 
population as a whole grew at an estimated rate of 8.4%, from 3.3 million to 3.6 million.  
The numbers of working-age individuals with disabilities grew at an estimated rate of 
10.5%, from 583,969 to 644,965.   
 
It is projected that between 2000 and 2010, the numbers will increase by 15.6% of 
working-age people as a whole, from 3.6 million to 4.2 million. The increase in numbers 
for individuals with disabilities during this same time period is projected to be 18.3%, 
from 644,065 to 763,180.8 
 

The percentages in the graph above represent the estimated proportion of the working-
age population that have disabilities.  As indicated, it is projected that this proportion will 
grow over the next ten years. 
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Level of staffing.  DVR took significant FTE reductions in 1993-95, and staffing levels 
have changed little since.  This has affected the ability of field staff to keep up with an 
increasing workload and an increase of participants with more significant disabilities.  As 
part of the 2001-03 budget request, DVR asked for, but did not receive additional FTEs. 
 
Compounding the reduced staffing levels are changes in the federal law, requiring a 
Comprehensive System of Personnel Development (CSPD) be implemented.  CSPD 
has three major areas: a) certification or registration standards for counseling staff; b) 
provision of ongoing and in-service training; and c) recruitment and retention of qualified 
counseling staff. 
 
To meet federal requirements, all counseling staff must meet one of the registration 
standards by September 30, 2003; and all counseling staff must have completed a 
master’s degree in vocational rehabilitation or a closely related field by September 30, 
2013. 
 
Approximately 40% of staff in the field are required to attend school.  This group 
includes Vocational Rehabilitation Counselors, VR Supervisors, Business Relations 
Consultants and Assistant Regional Administrators. The affect of so many staff being 
involved is having a significant impact across the state.  DVR expects it will take 
multiple years to bring all staff to the required level, thereby reducing our service 
delivery levels in the short-term. 
 
In addition, many of staff in leadership positions will be eligible to retire over the next 
few years.  Keeping pace with the growing need for qualified candidates to compete for 
these positions as they become available has become a priority. 
 

Retirement Eligibility by Job Class 

 

Job Class 
Number of 
Positions 

Number Eligible 
to Retire 

Percentage of 
Total 

Headquarters 
managers and 
Regional 
managers 

 
34 

 
13 

 
38% 

Field VR 
Supervisors 

 
25 

 
5 

 
20% 

 
 TOTAL 

 
59 

 
18 

 
31% 
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Funding.  The division received sufficient state matching funds for the next biennium to 
capture an estimated three percent increase in federal funding.  This has put the 
division in the position of having sufficient funds to serve potential applicants and 
existing participants, but insufficient staff resources to do so.  The challenge for DVR 
will be to maximize staff resources, as well as develop innovation and expansion 
activities to close this gap. 
 
 
Integration into the workforce investment service delivery system 
 
As a part of the federal Workforce Investment Act (WIA), DVR is partnering with a 
variety of entities that provide employment services and training designed to help 
people find work.  This service delivery system, WorkSource, creates opportunities for 
DVR to help more individuals with disabilities achieve their career goals and, at the 
same time, meet employer needs for skilled workers.  This becomes even more 
essential while the division remains in an order of selection.  
 
To meet the employment needs of individuals with disabilities in Washington State, DVR 
must become an integral part of the WIA service delivery system.  Through joint efforts, 
DVR and WIA partners will expand capacity, allowing more individuals with disabilities 
to receive employment services throughout the state.  DVR is committed to an active, 
collaborative and integrated role within the WorkSource service delivery system.  This 
partnership will help access this needed and untapped labor resource.  DVR staff will 
have a presence in all WorkSource Centers.  By 2007, each WorkSource center will 
house DVR counseling staff. 
 
Expanding Capacity and Services.  The new WorkSource service delivery system offers 
a wide array of services designed to help all individuals obtain employment or advance 
in their careers. All working-age individuals with disabilities are eligible for the core 
services and many of the intensive and training services provided through WorkSource.  
WorkSource services will be universally accessible and available to all individuals with 
disabilities in Washington State.  
 
Together, DVR and other WIA partners are creating an environment that allows 
individuals with disabilities to make the best use of the WorkSource service delivery 
system.  DVR will actively encourage individuals with disabilities, including individuals 
from diverse communities, to participate in all facets of the system. 
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THE INTERNAL ENVIRONMENT 
 
 

Customer Focus 
 
Self-determination 
 
Self-determination is built upon the principles of freedom, authority, support and 
responsibility in pursuing individual life choices.  When the vocational rehabilitation 
process is utilized most effectively, individuals with disabilities choose the services 
received, obtain a job that fits into a career path of their choice and make a living wage.  
Employment increases self-sufficiency, which, in turn, supports greater self-
determination in many other important areas of life.  
 
Vocational rehabilitation counselors assist participants to access accurate and 
meaningful information about themselves, about potential careers and work 
environments and about available services.  With this information and advice 
participants will be able to make informed choices in their rehabilitation decisions and 
exercise control over their own rehabilitation at every stage of the VR process.   
 
Cultural diversity 
 
The state of Washington is becoming increasingly diverse in the racial, ethnic and 
cultural composition of its workforce.  We will provide culturally competent services to all 
individuals.  DVR expects to meet or exceed all targets for serving and rehabilitating 
Native Americans, African-Americans, Asian Pacific Islanders and individuals who are 
of Hispanic origin. 
 
Unified voice within the disability community 
 
DVR is committed to helping strengthen the voice of individuals with disabilities by 
providing leadership and support within the disability community to unify advocacy for 
employment opportunities. 
 

Service Delivery 
 
Informed Choice 
 
In addition to pressure from individuals with disabilities, the Rehabilitation Act 
Amendments mandate state agencies to integrate the concept of “informed choice” into 
their service delivery.  The mandate calls for a shift in the way services are delivered to 
participants. The informed choice model, at its most basic level, shifts the role of the 
counselor from that of counselor to that of teacher and guide.  While the focus in the old 
model was on finding a job, the current model focuses on finding and sustaining a job 
that provides both fulfillment and an adequate income.  
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For DVR, this means identifying ways to build informed choice into all aspects of service 
delivery.  The division must review and revise processes, structures and performance 
measures to ensure they are aligned with the concepts of informed choice.  Further, in 
this participant-driven environment, participants’ satisfaction with the experience and 
services received becomes even more important in evaluating and measuring how 
successful DVR is at achieving its mission. 
 
Participant Control 
 
To implement the Rehabilitation Act changes and create the foundation for participants 
controlling their own rehabilitation, DVR has changed its rules, policies and procedures. 
DVR’s Washington Administrative Code has been rewritten from the perspective of the 
participant and focuses on placing the participant in control throughout the rehabilitation 
process.  DVR is currently involved in research that examines the effectiveness of 
participants choosing who is involved in their vocational planning as well as participant 
control throughout the rehabilitation process.  In addition, DVR has begun to explore 
ways to give participants choice in procurement of services and control of their service 
dollars after an employment plan has been written. 
 
Vocational Rehabilitation Expertise 
 
DVR has a unique knowledge of disability issues and the expertise to help individuals 
with disabilities go to work.  DVR will use its experience and expertise to serve eligible 
individuals whose impediments to employment are significant enough to require VR 
services.  DVR is committed to full integration into the WorkSource service delivery 
system so that the opportunities for the greatest number of individuals with disabilities to 
become part of the labor force and achieve their career goals are maximized.  DVR will 
offer information and support to individuals with disabilities so that service delivery can 
be fully accessed at whatever point they choose to enter the system. 
 
Expansion of technological capacity 
 
DVR plans to develop and expand the use of technology to be more efficient and 
improve accessibility to staff, participants and stakeholders.  DVR will continue to be 
actively involved in e-government initiatives to improve access to information and use of 
on-line technology applications.   
 
Continuous Quality Improvement 
 
The current political climate asks government to “work better and do more with less.”  
This trend is likely to continue.  DVR seeks to integrate the principles of Continuous 
Quality Improvement (CQI) into the way business is conducted.  DVR’s managers will 
use CQI to lead DVR toward greater efficiency, more effective service delivery, and 
improved operations. 
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Professional Expertise 
 
Vocational Rehabilitation is being carried out in a changing environment.  Federally 
funded workforce investment programs are being consolidated into a streamlined 
service delivery system that includes vocational rehabilitation.  This new service delivery 
system creates new opportunities and challenges for DVR staff. 
 
DVR staff are trained specialists in the field of Vocational Rehabilitation.  Recent 
changes in the law require even higher standards of education and experience within 
the profession.  Emphasis on continuing professional training and experience will 
enhance DVR’s ability to contribute to the success of each participant.   
 
DVR staff are knowledgeable about disabilities and have specialized skills relating to 
the vocational rehabilitation and employment of individuals with disabilities.  Staff 
understand disability issues and can help participants learn and understand the 
information necessary to control their own rehabilitation.  The wide array of services 
offered by DVR are individualized to help each participant remove employment barriers 
and go to work.  
 
DVR staff must: 
 

• be flexible in order to handle changing environments;  
• work with new partners in this changing environment;  
• provide counseling and guidance in an environment of participant control; 
• be committed to the principles of informed choice including the right of all 

participants to control of their own rehabilitation; 
• apply skills and expertise to deliver vocational rehabilitation services that help 

participants succeed; 
• meet changes in the law regarding educational requirements. 

 

Financial Assessment 
 
Current – DVR had significant FTE reductions in 1993-95 and staffing levels have 
changed little since.  Compounding the reduced staffing levels are changes in the 
federal law, which require an increased level of vocational rehabilitation counselor 
(VRC) education, training and certification.  DVR expects it will take multiple years to 
bring all VRC staff to the required certification, thereby reducing our service delivery 
levels in the short-term. 
 
Future – DVR anticipates that federal vocational rehabilitation funding will continue to 
increase at a modest rate, however staffing levels are expected to remain at current 
levels.  This increases DVR’s need to maximize our case service delivery capacity to 
fully utilize funding levels available. 
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STRATEGIC PLAN 
GOAL 1 

 
 
Provide vocational rehabilitation services that result in employment, 
which promotes self-sufficiency and self-determination for individuals 
with disabilities.  
 
Washington State Division of Vocational Rehabilitation (DVR) is committed to providing 
services to individuals with disabilities so that they can better integrate and fully 
participate in the social and economic mainstreams that others take for granted.  DVR 
helps individuals with disabilities, across culturally diverse communities, go to work.  
Achieving economic independence helps each individual who becomes employed 
overcome isolation and poverty.   
 
Service delivery 
 
During FY 2001, DVR found that, due to the lack of sufficient resources, it could no 
longer serve everyone who is eligible and applies for services.  Given these 
circumstances, the division invoked an order of selection on November 6, 2000.  This 
process substantially slowed the provision of services to participants, resulting in a 
reduction in the number of participants served at various stages of the rehabilitation 
process. 
 
During FY 2001, DVR provided services to 23,130 individuals with disabilities, down 
from 26,955 in FY 2000.  During this same period DVR:  
 

• Received 8,995 new applications, down from 12,130 in the prior year; 
• Developed 1,988 Individual Plans for Employment, down from 6,328 in FY 2000, 

and 
• Helped 3,840 individuals with disabilities become employed, down from 3,398 in 

FY 2000.9 
 
Ethnic Minority Representation:  To evaluate cultural accessibility, DVR tracks four 
DSHS-identified ethnic minority groups. These groups are:  Native Americans, African 
Americans, Asian Pacific Islanders and individuals of Hispanic origin.  DVR currently 
serves these groups at or above target levels.  The division consistently meets or 
exceeds rehabilitation targets for individuals who are African-American or of Hispanic 
origin, and is slightly below target in rehabilitating Native Americans and Asian Pacific 
Islander individuals.  However, DVR is moving closer to targets for these two groups.10 
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PERFORMANCE MEASURES 
 
Number of individuals with disabilities successfully rehabilitated. 
 
Percentage of rehabilitation plans written for individuals with disabilities that were 
successful.   
 
Percentage of ethnic minority individuals with disabilities served. 
 
Percentage of ethnic minority individuals with disabilities successfully rehabilitated. 
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The projections that follow are as of 7/1/2000 and are based on current staff and 
fiscal resources, and the impact entering the order of selection process. 
 
 
Objective 1.1: By the end of 2004, DVR will increase the number of individuals with 
disabilities successfully rehabilitated by four percent above the FY 2000 level.  The FY 
2000 baseline is 3,840. 
 
 
 Projection table 

2001-2002 2002-2003 2003-2004 

 2,775  3,300  3,987 
 
 
Objective 1.2: By the end of FY 2004, DVR will increase the percentage of 
rehabilitation plans that were successful, to achieve the FY 2000 rate.  The FY 2000 
baseline is 68.5%. 
 
 
 Projection table 

2001-2002 2002-2003 2003-2004 

 60%  60%  68.5% 
 
 
Objective 1.3: Through FY 2004, DVR will maintain the percentage of ethnic minority 
individuals with disabilities served at or above the FY 2000 rate.  The current FY 2000 
rate is 21.2%. 
 
 
 Projection table 

2001-2002 2002-2003 2003-2004 

 22%  22%  22% 
 
 
Objective 1.4: Through FY 2004, DVR will maintain the percentage of ethnic minority 
individuals with disabilities successfully rehabilitated at or above the FY 2000 rate.  The 
current rate is 20.6%. 
 
 
 Projection table 

2001-2002 2002-2003 2003-2004 

 21%  21%  21% 
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Strategies for Achieving Goal 1 
 
 

1-1 Facilitate participants controlling their own vocational rehabilitation. 
 
1-2 Serve diverse populations of individuals with disabilities. 
 
1-3 Provide effective services that result in reduced dependency on public 

dollars. 
 
1-4 Develop DVR as the preferred provider of vocational rehabilitation 

services for individuals with disabilities. 
 
1-5 Incorporate technology as an integral part of service delivery. 
 
1-6 Support a continuous learning environment so staff are qualified to work 

within a changing and complex service delivery environment. 
 
1-7 Provide support and leadership within the disability community to unify 

advocacy around employment issues. 
 
1-8 Integrate Continuous Quality Improvement (CQI) principles to improve 

DVR and its services. 
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STRATEGIC PLAN 
GOAL 2 

 
 

Provide leadership within the Workforce Investment service delivery 
system to ensure that all individuals with disabilities can use the 
system to achieve their employment and career goals. 
 
When the Workforce Investment Act was passed by Congress, it became essential for 
DVR to collaborate with all the partners in the Workforce system.  This partnership has 
the potential of serving many people with disabilities. 
 
Individuals with disabilities comprise the largest segment of unemployed and 
underemployed working-age citizens in our country.  The same is true for Washington 
State.  According to the 1998 Harris & Associates survey, working adults with 
disabilities are no more likely to be employed today than they were a decade ago, even 
though three out of four who are not working say they would prefer to be working.11 
 
During FY 2001, DVR found it could no longer serve everyone who was eligible and 
applied for services.  By law, when DVR cannot serve everyone who is eligible and 
applies for services because of a lack of staff or funding resources, it must implement a 
process to ensure that those with the most significant disabilities are selected for 
services first.  This process, which requires that those with the most significant 
disabilities are served in the order in which they apply, is called order of selection.   
 
On November 6, 2000, the Division invoked the order of selection process.  DVR will 
remain in the order of selection process for the foreseeable future.  This situation makes 
DVR’s commitment to working within the Workforce Investment system even more vital. 
 
As DVR narrows its focus to serve those with the most significant disabilities, the 
Division must invest in improvements in the Workforce system to ensure individuals with 
less significant disabilities are effectively served in the system.   
 
DVR has the experience and expertise to assist Workforce partners to increase their 
knowledge and understanding of disability issues.  DVR will be a resource for our 
partners to provide support and encouragement to increase the capacity of the 
Workforce system to effectively serve people with disabilities.   
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PERFORMANCE MEASURES 
 
 
Number of individuals with disabilities who participate in WorkSource Center services 
using WorkSource: 
 

• self-service and core service 
• intensive services not provided by DVR 
• intensive services provided by DVR 

 
 

DATA COLLECTION WILL BEGIN 7/2001; CONSEQUENTLY WE CANNOT 
DEVELOP TARGETS UNTIL BASELINE DATA ARE AVAILABLE. 

 
 

Objective 2.1: Increase in numbers of individuals with disabilities who participate in 
WorkSource Center services. 
 
 
 Projection table 

2002-2003 2003-2004 2004-2005 

      
 
 

Strategies for Achieving Goal 2 
 

 
2-1 Develop DVR’s role, including advocacy, as an active, collaborative 

partner in the Workforce Investment service delivery system.  
 

2-2 Provide information and technical assistance to the WorkSource partners 
to help them deliver services to meet the needs of individuals with 
disabilities. 
 

2-3 Educate and encourage individuals with disabilities to access the 
WorkSource service delivery system at whatever point they choose. 
 

2-4 Integrate Continuous Quality Improvement (CQI) principles to improve 
DVR and its services. 
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OPERATIONAL PLAN INTRODUCTION 
 
 
The following two year operational plan is intended to make incremental progress 
toward the strategic goals.  The operational plan was developed with extensive input 
from staff, stakeholders, and participants.  Each year DVR will review the strategic and 
operational plans and evaluate the relevancy and effectiveness of the plans in assisting 
individuals with disabilities to obtain and keep employment.   

 
Strategic Plan Linkage 

to 
FY 2002-2003 Operational Plan 

 

Strategic Plan Operational Plan 

Goal 1  

Strategy 1-1 Goal 1, Strategy 1-1, 1-2, and 1-3 
Goal 2, Strategy 2-1 and 2-2 
Goal 3, Strategy 3-1 
Goal 5, Strategy 5-2 
Goal 6, Strategy 6-2 

Strategy 1-2 Goal 1, Strategy 1-1 
Goal 5, Strategy 5-2 

Strategy 1-3 Goal 1, Strategy 1-1, 1-2, and 1-3 
Goal 2, Strategy 2-2 
Goal 3, Strategy 3-1 
Goal 5, Strategy 5-2 

Strategy 1-4 Goal 1, Strategy 1-1, 1-2, and 1-3 
Goal 2, Strategy 2-1 and 2-2 

Strategy 1-5 Goal 2, Strategy 2-2 
Goal 6, Strategy 6-1 and 6-2 

Strategy 1-6 Goal 1, Strategy 1-1, 1-2, and 1-3 
Goal 2, Strategy 2-1 

Strategy 1-7 Goal 3, Strategy 3-1 
Strategy 1-8 Goal 1, Strategy 1-1 and 1-2 

Goal 2, Strategy 2-2 
Goal 6, Strategy 6-1 and 6-2 
 

Goal 2  

Strategy 2-1 Goal 4, Strategy 4-1 
Goal 5, Strategy 5-1 and 5-2 

Strategy 2-2 Goal 5, Strategy 5-1 
Strategy 2-3 Goal 4, Strategy 4-1 

Goal 5, Strategy 5-2 
Strategy 2-4 Goal 5, Strategy 5-1 and 5-2 
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OPERATIONAL PLAN 
GOAL 1 

 
 
Employ qualified professionals at all levels. 
 
The United States Department of Labor estimates that when a new employee is hired to 
replace an employee who leaves, the cost to the employer is one-third of the new 
employee’s annual salary.  Recently, turnover in DVR counseling positions has 
increased from 6 percent to 25 percent per year.  In addition to routine employee 
turnover, a higher than usual proportion of DVR employees will become eligible to retire 
in the next three years, especially in managerial positions.   
 
DVR’s integration into the Workforce system, impacts of the order of selection process, 
and an increased emphasis on participant informed choice, demand a different set of 
skills from our staff.  DVR must take aggressive steps to ensure that an adequate pool 
of potential employees will be available to meet the needs of DVR participants.  In 
addition, DVR must ensure that it attracts qualified, professional applicants to enter the 
field when they complete college course work. 
 
The disability employment field is complex and continues to evolve.  DVR employees at 
every level encounter challenging circumstances in the course of completing their work.  
To a large extent, DVR relies on the wisdom and experiences of seasoned employees 
to train and coach new employees in concepts that are not easily conveyed in the 
training setting.  To ensure that the number of experienced, knowledgeable employees 
available to coach and mentor new employees is sufficient, DVR needs to take 
affirmative steps to retain experienced employees. 
 
Order of selection and integration in the Workforce system will continue to impact the 
population DVR serves.  Individuals with the most significant disabilities will represent a 
larger proportion of DVR’s caseload. To be successful, VR staff must develop and 
maintain the skills necessary to effectively serve individuals who face substantial 
barriers to employment. 
 
This goal facilitates the development of a knowledgeable, skilled work force with the 
resources necessary to assist individuals in achieving their employment goals.  
Objectives for this goal are designed to build and maintain the skills our staff need to 
effectively serve individuals with the most significant disabilities.  The highest priorities 
for skill development are conducting vocational assessments and counseling skills.  
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Strategies: 
 
1-1 Retain and recruit qualified professionals at all levels and develop staff skills 

necessary to achieve DVR’s current and future goals. 
 

Objective: 
 

1-1.1 By August 2002 begin implementation of a Human Resources plan that 
addresses recruitment, retention, and succession planning. 

 
1-2 Enhance and maintain staff knowledge and skills in performing vocational 

assessments. 
 

Objectives: 
 

1-2.1 By February 2002 train all DVR counseling staff in vocational assessment 
to enhance current knowledge and skills. 
 

1-2.2 By July 2002 begin implementation of a plan to ensure that DVR 
counseling staff maintain vocational assessment skills. 

 
1-3 Enhance VR counseling staff skills in serving individuals with the most significant 

disabilities. 
 

Objectives: 
 

1-3.1 By December 2001 train 20 regional staff to provide Social Security 
benefits counseling. 
 

1-3.2 By June 2003 train an additional 30 regional staff to provide Social 
Security benefits counseling. 
 

1-3.3 By December 2002 explore and identify the overall essential skills for VR 
counselors in effectively serving individuals with the most significant 
disabilities. 

 
Performance Measures: 
 
• Measure recruitment – The length of time it takes DVR to recruit and fill a position 
• Measure succession – The number of promotions of DVR staff compared to the 

number of promotional opportunities 
• Retention measurement – The turnover rate (other than retirement) 
• Percentage of counseling staff trained in vocational assessment 
• Number of staff trained in benefits counseling 
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OPERATIONAL PLAN 
GOAL 2 

 
 
Promote self-determination of DVR participants by expanding 
opportunities for individuals to make meaningful choices throughout 
the rehabilitation process. 
 
Although employment, in itself, promotes self-determination and self-sufficiency, the 
Rehabilitation Act expects more of VR programs.  The Rehabilitation Act expects the 
VR program to be carried out in a manner consistent with the principles of respect for 
individual dignity, personal responsibility, self-determination, and pursuit of meaningful 
careers, based on informed choice of individuals with disabilities.   
 
The nature of the relationship between a VR Counselor and DVR participant is 
changing.  Throughout the Rehabilitation Act, this shift is apparent.  DVR participants 
are expected to assume responsibility and control, to the extent possible, for making 
decisions about their vocational rehabilitation services and employment goal.  VR 
Counselors use their professional expertise to help participants get and use information 
relevant to the decisions they make.  Counseling and guidance is provided to guide 
participants to decisions that are consistent with their strengths, resources, priorities, 
concerns, abilities, capabilities, interests and informed choice. 
 
As the choice movement evolves, DVR needs to keep pace with the expectations of 
people with disabilities and with the requirements in the Rehabilitation Act.  The purpose 
of this goal is to create a common understanding of informed choice among all DVR 
staff and among our community partners.  This will establish a foundation so that DVR 
can measure and plan for continued progress toward creating a culture that 
continuously promotes personal responsibility and self-determination. 
 
Strategies: 
 
2-1 Develop and publish guidelines and expectations relating to informed choice to 

DVR staff, participants, and community partners. 
 

Objective:   
 
2-1.1 By May 2002 establish and communicate informed choice guidelines and 

expectations to DVR staff, participants, and community partners. 
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Strategies: 
 
2-2 Identify and address systemic/infrastructure issues to continually improve 

opportunities for participants to exercise informed choice throughout the VR 
process. 

 
Objectives: 

 
2-2.1 By March 2002 implement a system to collect feedback from participants 

to identify barriers to informed choice and to measure progress in 
integrating informed choice in the VR process. 
 

2-2.2 By December 2002 identify options to increase the number of methods for 
purchasing services. 
 

2-2.3 By October 2002 conduct an analysis, explore options, and revise the 
Individualized Plan for Employment (IPE) to make it easier to understand 
and use for participants. 
 

 
Performance Measures: 
 
• Percentage of cases reviewed which indicated participants exercised informed 

choice in choosing the employment goal 
• Percentage of cases reviewed which indicate participant exercised informed choice 

in selecting VR services and providers 
• Percentage of surveys that indicate the participant chose their employment goal 
• Percentage of surveys that indicate the participant chose the VR services and 

providers 
• Increase in the average choice score 
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OPERATIONAL PLAN 
GOAL 3 

 
 
Build cooperative, collaborative relationships with programs and 
community organizations that enhance or support VR services. 
 
Frequently, individuals who apply for DVR services could benefit from various services 
available from other public programs or community organizations.  Like VR services, 
these other support services contribute to the individual’s independence and self-
sufficiency.   
 
Often the services provided by other programs and organizations are similar, 
comparable, or closely related to services DVR offers.  It is in the best interests of DVR 
participants and each of the programs involved to establish cooperative, collaborative 
working relationships that ensure individuals can access appropriate services in a 
timely, coordinated way. 
 
Programs also benefit from collaboration that maximizes financial and staff resources.  
By clearly outlining each program’s responsibility in meeting the individual’s need, 
programs eliminate duplicative services and costs, and improve the smooth provision of 
services.   
 
DVR also partners with community rehabilitation programs, and independent living and 
assistive technology service providers.  These service providers offer a variety of 
services that assist DVR participants achieve their rehabilitation goals.   
 
As the DVR program shifts its focus to serving those with the most significant 
disabilities, we will involve community partners in efforts to identify how to effectively 
meet the needs of this population.  As DVR further integrates the values of self-
determination and self-sufficiency, we will educate and involve our partners in the 
community about the changing expectations in the service delivery environment.  DVR 
and its community partners must develop a common vision and set of values to ensure 
that, as a system, we offer services that promote self-determination and self-sufficiency. 
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Strategy: 
 
3-1 Establish, maintain, or enhance relationships with those agencies offering 

services that enable individuals to benefit from VR services and achieve 
employment. 

 
Objectives: 

 
3-1.1 By December 2001 clarify roles, responsibilities, and expectations of DVR 

staff and VR service providers to ensure participants can exercise 
informed choice and self-determination. 
 

3-1.2 By June 2002 establish high school transition expectations through a 
statewide inter-agency agreement, policy guidelines and clearly defined 
role for VR liaison counselors. 
 

3-1.3 By May 2003 assess current relationships with high schools and develop 
strategies to establish, maintain, or enhance these relationships as 
needed. 
 

3-1.4 By July 2002 clarify roles and responsibilities of DVR and Department of 
Services for the Blind in serving individuals with visual impairments and 
establish an inter-agency agreement. 
 

3-1.5 By July 2002 clarify roles and responsibilities of representatives from 
higher education institutions and Adult Basic Education to improve 
coordination of services for participants of DVR and establish an inter-
agency agreement. 

 
Performance Measures: 
 
• Inter-agency agreements signed by DVR with: 

1. OSPI 
2. DSB 
3. Public Institutions of Higher Education 
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OPERATIONAL PLAN 
GOAL 4 

 
 
Educate the public, DVR staff, stakeholders, and community partners 
about DVR’s mission, purpose and role in the rehabilitation and 
employment service delivery system. 
 
The integration of DVR into the Workforce system is causing DVR to reevaluate its 
purpose and role, not as an isolated and independent program but as a component of a 
larger employment service delivery system.  Entering order of selection is changing the 
population that DVR serves now and for the foreseeable future to give priority to those 
with the most significant disabilities.   As the service delivery environment evolves to 
accommodate these changing circumstances, DVR must clearly articulate its purpose 
and role for staff, partners in the system, and the community. 
 
DVR staff must understand how DVR fits into the overall system, and the 
responsibilities and expectations for carrying out program responsibilities at the local 
level.  The public, DVR stakeholders and partners need to understand how the system 
operates, DVR’s specialized function within that system, and our ongoing 
responsibilities in assisting individuals with the most significant disabilities to achieve 
employment.  DVR will use a variety of methods to communicate to the public and our 
partners how order of selection prioritizes services to individuals with the most 
significant disabilities. 
 
 
Strategy: 
 
4-1 Clearly articulate the role of DVR within various environments, such as order of 

selection and the workforce system. 
 

Objectives: 
 
4-1.1 By June 2002 develop a variety of materials to communicate DVR’s role. 

 
4-1.2 By July 2002 begin communicating the role to staff and stakeholders. 

 
Performance Measures: 
 
• Employee survey indicates an understanding of DVR’s role in the Workforce system 
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OPERATIONAL PLAN 
GOAL 5 

 
 
Assist the Workforce system to increase capacity to effectively meet 
the needs of individuals with disabilities. 
 
DVR will continue to operate under an order of selection for the foreseeable future.  It is 
clear that DVR staff have the expertise best suited to serve individuals with the most 
significant disabilities.  To maximize DVR resources to serve the greatest number of 
individuals with the most significant disabilities, DVR needs to leverage the resources of 
its partners in the Workforce system to the greatest extent possible.   
 
As DVR narrows its focus to serve those with the most significant disabilities, it needs to 
invest in improvements to ensure individuals with less significant disabilities are 
effectively served in the Workforce system.  
 
DVR will work with Workforce partners to establish collaborative, cooperative 
relationships.  DVR and Workforce staff must work together to assist people with 
disabilities to access available services.  The partnership must be based on a solid 
understanding of the overall program and each party’s role within the program.  DVR 
employees located at WorkSource Centers must understand the Workforce system’s 
programs, as well as their own responsibilities within the local WorkSource Centers.  
 
DVR has the experience and expertise to assist Workforce partners to increase their 
overall knowledge and understanding of disability issues.  Training, technical assistance 
and consultation can enable Workforce employees to gain skills and confidence in 
serving individuals with disabilities. 
 
DVR can also help people with disabilities understand and access services and 
resources available through the Workforce system.  By providing more information to 
individuals who contact DVR and initiating formal referrals, DVR can encourage and 
support the progress of Workforce employees to meet this need. 
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Strategies: 
 
5-1 Provide technical assistance and support to partners in the Workforce system to 

improve services to individuals with disabilities. 
 

Objectives: 
 

5-1.1 By January 2002 establish an inter-agency agreement with the Workforce 
system at the state level to clarify the responsibilities of each agency.  
 

5-1.2 By June 2003 develop and clarify the role of DVR staff in the provision of 
business services in the Workforce system. 
 

5-1.3 By December 2001 provide technical assistance to local WorkSource 
systems in identifying barriers to effectively serving individuals with 
disabilities.   
 

5-1.4 By February 2002 provide technical assistance to local WorkSource 
systems to identify supports needed to address barriers to effectively 
serving individuals with disabilities. 
 

5-2 Develop and provide information to DVR applicants and potential applicants 
about services and resources available through the Workforce system and how 
to access those services. 

 
Objective: 
 
5-2.1 By July 2002 increase awareness of services available from the Workforce 

system for individuals with disabilities. 
 
Performance Measures: 
 
• Inter-agency agreement signed by DVR and the Workforce Education and Training 

Coordinating Board 
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OPERATIONAL PLAN 
GOAL 6 

 
 
Improve the technology infrastructure to assist staff in providing 
efficient services that meet participant needs. 
 
Technology by nature is constantly changing.  DVR must keep pace with technological 
changes if we are to remain a vibrant organization.  Our technology infrastructure must 
support staff efficiency in serving our participants.   
 
The environment in which DVR operates has changed since the service tracking and 
reporting system (STARS) was initially developed.  Participants are expected to be 
much more active in designing and implementing their services.  STARS currently does 
not lend itself to participant involvement in the process.  STARS users have identified 
numerous areas that could be improved.  In addition, DVR is now operating under order 
of selection; RSA recently announced required data collection changes starting FFY 
2002; and, the system platform and programming must be upgraded to ensure 
manufacturer operating support. 
 
Initial work has been done to investigate needed changes and identify essential 
improvements.  A project plan has been designed to upgrade STARS.  This goal 
addresses the division’s commitment to make the changes necessary to improve staff’s 
ability to provide timely, efficient services to participants. 
 
Strategies: 
 
6-1 Update and improve the technology infrastructure. 
 

Objectives: 
 
6-1.1 By October 2001 identify and install the optimal platform for STARS. 

 
6-1.2 By October 2001 upgrade STARS programming language to improve 

performance. 
 

6-1.3 By October 2001 revise STARS to implement required federal changes for 
data collection. 
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6-2 Redesign STARS to improve and support service provision. 
 
Objectives: 
 
6-1.1 By April 2003 modify STARS to incorporate identified improvements for 

staff efficiency and participant understanding of the Individual Plan for 
Employment. 
 

6-1.2 By June 2003 revise STARS data reporting to support program 
management, facilitate accurate projections, and plan service 
improvements. 

 
Performance Measures: 
 
• 60% of staff responding to a survey say that the modifications make STARS more 

efficient. 
• Computer processing speed increased by 100%. 
• Errors reduced by 96%. 
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Appendix D.................................. Glossary 
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Appendix A 

July 1, 2001

Department of Social & Health Services
(DSHS)

DSHS Secretary

Aging & Adult Svs
Administration

Children's
Administration

Economic Svs
Administration

Health & Rehab
Services

Administration

Juvenile Rehab
Administration

Management Svs
Administration

Medical Assistance
Administration

� Home &
Community
Services

� Management
Services

� Residential Care
Services

� Management Svc &
Research
-  CAMIS

� Children & Family
Svs

� Licensed
Resources

� Program & Policy

� Employment &
Assistance
Programs

� Child Care & Early
Learning

� Child Support
� Community

Services
� Management &

Operations Support
� Workfirst

� Alcohol &
Substance Abuse

� Deaf & Hard of
Hearing

� Developmental
Disabilities

� Mental Health
� Special

Commitment
Center

� Vocational
Rehabilitation

� Community
Programs

� Institution Programs
� Operations Support

Svs
� Treatment &

Intergovernmental
Svs

� Access & Equal
Opp

� Administrative Svs
� Employee Services
� Fraud

Investigations
� Gov. Juvenile

Justice Advisory
Committee

� Indian Policy &
Support Services

� Lands & Buildings
� Research & Data

Analysis

� Client Support
� Disability

Determination Svs
� Health Svs Quality

Support
� Operational

Support
� Program Support

The 11 boxes above represent each administration under the Secretary of DSHS.
� DVR is one of six divisions in the Health and Rehabilitative Services Administration

.

Budget Finance
Information System
Services Division

Legislative Relations

� Forecasting &
Policy Analysis

� LAN/Open Systems
� Operating Budget

� Accounting
Services

� Information
Technology

� Financial Recovery

� Communications
� Operations
� Customer Services

� Background
Checks
Central
Project
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APPENDIX B 
 

Using the Balanced ScoreCard tool for Planning 
 

What is the Balanced ScoreCard?  The Balanced ScoreCard is a tool that provides a 
framework for planning and helps organizations translate strategy into operational 
objectives that drive both behavior and performance.  
 
How does the Balanced ScoreCard help?  The Balanced ScoreCard approach helps 
align and focus efforts and resources throughout the organization.  It helps ensure that 
actions are closely linked to overall goals and strategies, and provides a system for 
tracking performance, which enable the organization to know when, how, and where to 
make adjustments.  The approach balances goals and strategies in five critical areas.  
These areas are:  public value; customers; financial cost; internal processes; and, 
learning and growth.  
 
The Department of Social & Health Services (DSHS) used the Balanced ScoreCard 
when developing goals and performance measures.  The DSHS scorecard is available 
on the Internet at http://www.wa.gov/dshs/geninfo/dshscard.pdf.  
 
The Division of Vocational Rehabilitation (DVR) used the Balanced ScoreCard 
approach to identify it strategic goals and strategies.  The following document shows the 
DVR’s strategies developed using this approach. 
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DVR Strategies Developed Using The Balanced Scorecard 
Tool 

 
(Following each strategy is the Strategic Goal that it supports.) 

 
Public Value 

(What the public expects of DVR) 
 

♦ Provide support and leadership within the disability community to unify advocacy 
around employment issues. (Strategic Goal I) 
 

♦ Serve diverse populations of individuals with disabilities.  (Strategic Goal I) 
 

♦ Develop DVR’s role as an active, collaborative partner in the Workforce Investment 
service delivery system.  (Strategic Goal II) 
 

♦ Incorporate technology as an integral part of service delivery. (Strategic Goals I and 
II) 

 
Customer Needs 

(What the Participant expects of DVR) 
 
♦ Facilitate participant control of their own vocational rehabilitation.  (Strategic Goal I) 
 
♦ Provide information and technical assistance to the WorkSource partners to help 

them deliver services to meet the needs of individuals with disabilities.  (Strategic 
Goal II) 

 
♦ Educate and encourage individuals with disabilities to access the WorkSource 

service delivery system through any of the individual partners in the system.  
(Strategic Goal II) 

 
♦ Develop DVR as the preferred provider of vocational rehabilitation services for 

individuals with disabilities. (Strategic Goal I) 
 

Financial Costs 
(How DVR will be financially responsible) 

 
♦ Provide effective services that result in reduced dependency on public dollars.  

(Strategic Goal I) 
 

Internal Processes and Learning and Growth 
(How DVR must excel to support the other strategies) 

 
♦ Integrate Continuous Quality Improvement (CQI) principles to improve DVR and its 

services.  (Strategic Goal I) 
 

♦ Support a continuous learning environment so staff are qualified to work within a 
changing and complex service delivery system. (Strategic Goal I) 
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APPENDIX C 
 
 

 The Vocational Rehabilitation Process 
 
 
 
1. ORIENTATION / APPLICATION 

a. Orient potential DVR participants 
b. Conduct intake / initial interview 
c. Determine need and make 

arrangements for diagnostics and 
assessments  

d. Provide referral information 
e. Gather pertinent information and 

develop Participant files  
 
 
2. ELIGIBILITY 

a. Analyze participant information  
b. Determine eligibility for VR Services 
C. Document eligibility/ineligibility 

 
 
3. VOCATIONAL ASSESSMENT 

a. Explore vocational options and 
determine vocational goals 

b. Conduct labor market research 
c. Analyze transferable skills 
d. Document vocational assessment 

 
 
4. PLAN FOR EMPLOYMENT 

a. Complete Financial Need Statement 
b. Determine services needed to 

achieve vocational goals 
c. Provide counseling and guidance 
d. Review first dollar resources 
e. Develop/review /revise plan for 

employment 
f. Develop and track AFPs 
g. Document plan for employment 
 

 

5.  JOB PLACEMENT 
a. Provide counseling and guidance 
b. Teach/coach self-directed job search 
c. Provide follow-up with employer and 

participant 
d. Assess participant and employer 

satisfaction and fit 
e. Document job placement 

 
 
 
6.  CLOSING A CASE 

a. Provide counseling and guidance 
b. Review payments and complete 

processing 
c. Document closure 
d. Prepare case file for closure 
e. Send closure letters 

 
 
7.  FOLLOW-UP SERVICES 

a. Reopen case files for post-employment 
services (PES) 

b. Complete intake / initial interview 
c. Determine action plan needed 
d. Document PES services 
e. Re-close file 
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APPENDIX D 
 

Glossary Of Terms 
 
 
TERM  
 
Advocacy - actively support, as of a cause 
 
choice - the right, power, or opportunity to choose; option 
 
continuous quality improvement - a way of doing business that improves the ability to 
provide efficient and effective public services. Key principles are: focusing on 
customers, redesigning business processes, involving employees and using data to 
make decisions.  
 
counseling and guidance - information and support provided by vocational 
rehabilitation (VR) counselors to participants to make informed decisions about their VR 
services. 
 
e-government - a project to make processes within government more efficient, cost-
effective and timely and to improve client accessibility to services using on-line 
applications, self-service, etc.  
 
eligible individual - a person with a disability who qualifies for vocational rehabilitation 
services from DVR.  Qualifications are based on having (1) a disability that is an 
impairment to work, (2) a desire to work and (3) a need for vocational rehabilitation 
services to prepare for, get and keep a job that is consistent with the individual’s abilities 
and potential.  Eligibility is not income based. 
 
individual plan for employment (IPE) – a written agreement prepared on forms 
provided by DVR to record the decisions and commitments an eligible individual and a 
VR counselor make about the VR services and activities the eligible individual will use 
to prepare for, get or keep a job.  
 
informed - having or prepared with information or knowledge; apprised 
 
order of selection - a process that establishes the order in which DVR selects eligible 
individuals to develop and receive services under an individualized plan for employment 
(IPE).  The order of selection criteria is based on the significance of an individual’s 
disability first and by the date of application for DVR services second.  By law, DVR 
must give the highest priority to those individuals with the most significant disabilities. 
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participant - an individual with a disability who is applying for vocational rehabilitation 
(VR) services or taking part in the VR process with the Division of Vocational 
Rehabilitation. 
 
participant control - decisions and actions a participant takes to influence his or her 
experience in the vocational rehabilitation process including, but not limited to, decisions 
about types of needed vocational rehabilitation services and service providers, sequence of 
services, vocational goals, jobs and work environments. 
 
partnership - the state or condition of being a partner; participation; association; joint 
interest 
 
rehabilitation - as used with regard to with individuals with disabilities and employment, 
the possession of knowledge, skills and abilities needed to be employed in a specific 
occupation or career.  
 
self-determination - freedom to choose one’s own course of action. 
 
self-sufficiency - reducing or eliminating financial dependency on others. 
 
vocational goal - the title of a specific job or occupation  
 
vocational rehabilitation services - a wide variety of services to help an individual 
with a disability to meet his or her specific needs to prepare for, get and keep a job, or 
to advance in employment if the individual is working. 
 
Workforce Investment Act (WIA) partners - those entities whose representation is 
mandated by the Workforce Investment Act for appointment to state and local 
Workforce Investment Boards. 
 
WIA service delivery system - The system required under WIA for the provision of 
services to job seekers and employers, which must be universally available and 
accessible throughout the state. The services must be provided through a “one-stop” 
delivery system, meaning that services may be obtained from a single point of contact 
rather than having to go to multiple different programs or locations for similar or related 
services. 
 
WorkSource - The organizational name of the one-stop system in Washington State 
that delivers services required by WIA to job seekers and employers. 
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WorkSource core services - The WIA required services that must be universally 
available and accessible to all job seekers and employers within the state: 
• Initial assessment of job readiness, skills, interests, aptitudes, etc. 
• Job Counseling 
• Job Referral and Placement 
• Employer Services (recruitment, screening, etc) 
• Information and Referral to other services (housing, food, medical, etc) 
• Information on Training Resources 
• Labor Market Information 
• Access to Unemployment Insurance 
 
WorkSource intensive services - The WIA required services that must be available to 
eligible individuals who require more than core services to secure employment. 
Examples include: 
• Comprehensive and Specialized Assessment 
• Diagnostic Testing 
• Group Counseling 
• Referral to Other Specialized Services 
 
WorkSource training services - The WIA required services that must be available to 
eligible individuals who require training or re-training to secure employment. Examples 
include: 
• Occupational Skill Training 
• On-The-Job Training  
• Skill Upgrading 
 
WorkSource partners - Those organizations either mandated by WIA or otherwise 
selected by a local Workforce Investment Board to serve job seekers and employers 
through the WorkSource service delivery system within a local workforce investment 
area. 
 
WorkSource service delivery system - The statewide one-stop system for delivering 
WIA required services to job seekers and employers. 
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